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Overview

In this Exchange session, several 
CIOs and CTOs from leading 
f inancial services organizat ions 
convened to discuss progress being 
made at  their organizat ions on 
creat ing and scaling AI init iat ives, 
approaches to governance, and 
st rategies for exploring and 
deploying agent ic AI solut ions. The 
agenda w as created based on 
advance interview s w ith 
part icipants.
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- Khaliq Khan started the conversat ion 
by highlight ing the disparity in IT 
system investments versus ut ilizat ion 
in banks (70 % of investments are 
directed tow ards customer-facing 
solut ions, yet  93% of system usage 
comes from employees). This 
disparity betw een investment  and 
funct ion ut ilizat ion is signif icant  and 
notew orthy.

- He then shared his perspect ive on 
how  rapid advancements in AI enable 
fundamental shif ts in how  businesses, 
part icularly those in the banking 
sector, interact  w ith customers to 
build t rust  and engagement  w ith their 
clientele.

- AI empow ers banking systems to 
move aw ay from rigid, rule-based 
solut ions (for example, credit  scores 
and loan requests) and tow ards more 

f lexible stat ist ical inference and 
predict ion models that  can analyze 
non-t radit ional data sources. In 
addit ion to of fering greater 
adaptability and accuracy in complex 
fraud detect ion and risk management  
scenarios, these AI-pow ered stat ist ical 
models provide customers w ith more 
personalized and desired experiences.

- Banks have a huge opportunity to use 
these cognit ive AI solut ions                   
?  solut ions complement ing banks? 
core systems that  can create 
stat ist ical normality models for each of 
their customers ?  to ?rather than 
offering products, start  solving for life?s 
problems? for customers. The use of AI 
can also enable banks to of fer ?graded 
solut ions? that  can deliver consistent  
yet  personalized brand experiences for 
both mass market  and aff luent  
customers.

?From a technology 
perspect ive, the narrat ive is 
you need to do major uplif t s 
before you can use AI. M y 
suggest ion is actually don?t  
go dow n that  path. Actually, 
go dow n the path of 
augmented intelligence to 
see if  you can complement  
your current  solut ions and 
validate the value of that  
augmentat ion before you do 
something [t ransformat ive].?

?  Khaliq Khan, VP,  Global Lead of 
Kyndryl Vital 

- Khan discussed the concept  of 
?augmented intelligence? as a 
pract ical approach to AI adopt ion, 
suggest ing banks should focus on 
leveraging AI to enhance human 
capabilit ies and exist ing systems 
rather than pursuing immediate and 
complete replacements. This 
approach allow s for a more measured 
and less disrupt ive integrat ion of AI 
technologies, enabling organizat ions 
to validate the value and return on 
investment  before commit t ing to 
large-scale overhauls.
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AI Readiness report

Read

https://www.kyndryl.com/content/dam/kyndrylprogram/doc/en/2025/ai-readiness-report.pdf
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- CIOs and CTOs cont inue to validate 
pract ical use cases of AI that  have 
existed for several years, part icularly 
those t ied to ef f iciency and 
product ivity. Examples include 
chatbots, customer service center 
applicat ions performing voice 
recognit ion, intent  recognit ion, and 
Know  Your Customer act ivit ies, data 
cleansing, AI assistants for 
developers, lenders and security 
teams, and sent iment  analysis of 
customer feedback. Part icipants are 
just  at  the outset  of thinking about  
more advanced use cases such as 
fraud detect ion, credit  approval, and 
investment  project ion.

- M embers are beginning to see the 
price-to-value conversat ion become 
an important  factor in their 
decision-making regarding invest ing 
in AI solut ions. This is part icularly t rue 

as customer-facing solut ions from 
third-party vendors are expected to 
increase prices signif icant ly. As a 
result , some organizat ions are 
inst itut ing focus groups to evaluate AI 
init iat ives to ensure value can actually 
be realized.

- Execut ives are challenged to combine 
the dif ferent  aspects of AI to create a 
holist ic solut ion ?  especially one that  
encourages balanced investment  in 
internal and external applicat ions of 
the technology.

- Leaders expressed that  another barrier 
to achieving end-to-end process 
opt imizat ion is that  third-party vendors 
and softw are products each have their 
ow n isolated AI capabilit ies. One CIO?s 
organizat ion has deployed an ?AI 
Gatew ay hub architecture? w ith an 
API-driven interface as a central hub to 

?The challenge that  w e 
foresee is if  you have an 
applicat ion landscape w ith a 
lot  of packaged solut ions, 
meaning third-party 
solut ions, each w ith their 
siloed AI, how  do you 
opt imize it  f rom an 
end-to-end perspect ive??

?   CTO, member of the FSS 
Thought  Leadership Exchange 

 

facilitate, manage, and maintain 
consistent  interact ion across dif ferent  
LLM s and AI-pow ered applicat ions.

- For one organizat ion, adding AI into its 
business processes ?w as actually an 
easier task than one w ould have 
imagined? due to the organizat ion 
w orking w ith micro services. As a 
result , the organizat ion didn?t  have to 
?reinvent , re- implement  or re-factor? 
its exist ing technology.
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Perspect ives on private cloud 
services for art if ic ial intelligence

Read

https://view-su2.highspot.com/viewer/c12dd745d3990cd402717e3828be399d#1


- Establishing comprehensive 
governance models and clear policies 
has emerged as a crit ical challenge 
and a top priority for execut ives 
looking to deploy AI solut ions.

- Part icipants say that  balancing 
internal legal cont rols w ith external 
regulatory compliance ?  all w hile 
future-proof ing AI solut ions under 
development  ?  is imperat ive for 
long-term success. 

 
- One execut ive shared successes his 

organizat ion has had in formulat ing a 
governance model by creat ing a 
cross-funct ional governance ?center 
of excellence,? bringing together 
technology, legal, compliance, and 
informat ion security teams to def ine 
and enforce framew orks. Governance 
framew orks must  cover decisions 
such as algorithm t ransparency w ithin 
AI applicat ions, data security rights 
among the w orkforce and customers, 
and oversight  and decision rights.

- The EU?s AI Act  and the surrounding 
lack of clarity around the evolving 
regulat ion ?is one of the biggest  
challenges? facing the group. W hile 
there is concern that  European 
businesses could fall behind in AI to 
companies in less heavily regulated 
countries such as China or the United 
States, one part icipant  believes that  
global compet it ive dynamics might  
eventually drive a convergence 
betw een Europe and other countries in 
adopt ing more advanced AI 
capabilit ies.

5

?W e are t rying to embed a 
governance model into our 
exist ing processes of AI, and 
this is becoming the biggest  
challenge at  the moment .?

?   CTO, member of the FS Thought  
Leadership Exchange 
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Learn more 

Data privacy and AI Governance 
assessment   

Robust  AI Governance and Policy 

https://view-su2.highspot.com/viewer/c5249c779ad5a0b6e75925871e7fc3cb#1


- CIOs w ant  to explore potent ial 
applicat ions for agent ic AI, w here AI 
systems can autonomously run tasks 
by interact ing w ith other applicat ions 
through APIs. 

- Part icipants acknow ledged the 
technical feasibility of connect ing 
agent ic AI applicat ions to core 
banking systems but  have raised 
quest ions about  how  agent ic 
solut ions w ill ?play together.? This 
becomes more important  as vendors 
w ill likely all of fer ?some sort  of 
embedded AI in the future.?

- The group also expressed concerns 
about  allow ing autonomous, agent ic 
AI applicat ions to operate in highly 
regulated environments w ithout  
adequate oversight  and control. At  
this juncture, some leaders lack a ?risk 
appet ite? to pursue agent ic AI. As a 
result , ?technology is moving faster 
than adopt ion is.?

- ?If you take the concept  of enabling AI 
to use APIs of other applicat ions to run 
tasks, that  is very interest ing but  not  
foreseen in the general architecture 
and solut ion architecture current ly in 
place. So the interest ing quest ion is 
how  do you bring that  technology to 
scale?? ?  Kyndryl Financial Services 
Thought  Leadership Exchange 
M ember
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?For f inancial f irms to break 
f ree f rom innovat ion inert ia, 
they w ould be w ise to 
internalize that  stabilit y does 
not  mean standing st ill. AI 
adopt ion does not  have to be 
an all-or-nothing gamble; it?s 
an opportunit y to evolve, 
st rengthen securit y, and build 
a more agile and compet it ive 
business. Inst itut ions that  
recognize this w ill def ine the 
future of f inance.??

?  Peter Kerstens, Advisor, DG 
FISM A, European Commission  
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Read more 

??W hat  banks must  risk?? ? an art ic le 
for Kyndryl Inst itute

The Promise and Risk of Agent ic AI 
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https://www.kyndryl.com/us/en/institute?article=what-banks-must-risk&utm_medium=direct&utm_source=email&utm_content=case-study&utm_campaign=KINWW
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Kyndryl, Inc. hosts the Expert  
Exchange. Please contact  Andre 
Put ter w ith any quest ions about  
Kyndryl or this Exchange.
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